01 -4004C; Patrick Peterson et al. . a , r; , - T - 
Afi^RATUS AND METHOD FOR VISUAlillY 1 "fJ-B! *' ** - U . 
(^■iESENTING: BEHAVIOR OF A USER OF A* 
AQTt)MATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

1/43 




01 -4004C; Patrick Peterson et ai. r 

ab»|ratus and method for visually 
fMJesenting behavior of a user of a 
automated response system 

Express Mail No. EL029404341 US 



330*4-1 



2/43 



<_"sjARf;; 




COMPILE RAW 
USER-PATH 
DIAGRAM 



CLEANUP USER- 
PATH DIAGRAM 



IDENTIFY PROBLEMS & 
INFER RECOMMENDATIONS. 



FIG. 1A 



©1 -4004C; Patrick Peterson et al. _ - • ,, •„ . n „ n p, 

/^RATUS AND METHOD FOR VISUALLY ^ 

J^PiESENTING BEHAVIOR OF A USER OF Afl 

AUTOMATED RESPONSE SYSTEM 

Express Mail No. EL029404341 US 

3/43 



CNJ 




CM 

CD 



BH-4UU4C; Patrick Peterson et al. r viva 0 "M 

APP^ETUS AND METHOD FOR VISUALLY 
rep^Penting BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



4/43 





01-4004C; Patrick PwlerSOn «l al. 

APPARATUS AND METHOD FOR VISUALLY '^JW ■ • D *S O H-O a3 



ref^Benting BEHAVIOR OF A USER OF AN 
AUTOTrATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

5/43 



11 



LO 



al 

LU 
Q 
CXL 
O 
O 
LU 

cr 



\ 



CO 



1 



oo 









LU 












O 






CO 


ID 






cr 




O 


> 




a: 






i— 









C/D 
O 
CM CO 



CM 



7 

CO 



o 

CM 

CD 




CO 













CD 1 










LER 








a: 

LU 






ACD 




CSR 




i— 




»— 








CAL 




CO 




ID 






CL. 




o 
a: 




A r- 



PV CM 



01 -4004C; Patrick Peterson et al. 
APPARATUS AND METHOD FOR VISUALLY J ' :! 
RE^KENTING BEHAVIOR OF A USER OF AN 
AUWPJlATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



D3 (3*4-02 



6/43 




01 -4004C; Patrick Peterson et ai. 
Afl^RATUS AND METHOD FOR VISUALLY 
4^Pesenting BEHAVIOR OF A USER OF AI^B 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



7/43 



FIG. 3C-1 



FIG. 3C-2 



FIG. 3B 



01-4004C; Patrick Peterson et al. 
Afl^RATUS AND METHOD FOR VISUALLY 
^WESENTING BEHAVIOR OF A USER OF A 
aWdmated RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



8/43 



MAIN MENU PROMPT 
TO MAKE PAYMENT ARRANGEMENTS...1 

TO ORDER NEW SERVICE 2 

TO ADD, CHANGE, MOVE OR DISCONNECT SERVICE....3 

FOR BILLING OR ALL OTHER 4 

FOR REPAIRS 5 



PAYMENT ARRANGEMENTS 
(MASTER KEY) 



CUST HEARS PHONE RING \ 



NEW SERVICE 
2 



LANGUAGE PROMPT 
ENGLISH ...1 
SPANISH ...2 



NO PRIOR SERVICE 
AND 1ST CALL 
1 



ALREADY 
PLACED ORDER 
2 



MENU PROMPT 



TRANSFER 
TOCSAV 



TRANSFER > 
TORSSC 



LOCATION 




ACCT 1 


1 











ESTAB. ACCT USING 
PERSONAL PIN 
3 



MENU PROMPT I 



AVAILABLE 
LOCATIONS 
1 



ADDI 
FOR MAILING 
2 



PHONE # PROMPT 



ZIP PROMPT | 



MENU PROMPT 



] 



CUSTOMER CODE 
PROMPT 



PIN # PROMPT | 



IF VALID ZIP: 
LOCATION(S) READOUT 



BALANCE READOUT 

A. YOU CURRENTLY OWE $X 
THIS AMOUNT INCLUDES BALANCE OF $X 
THIS AMT INCLUDES $X FOR TOLL CALLS AND $X FOR LOCAL CALLS 
LAST PAYMENT CREDITED $X ^ M 

B. YOUR SERVICE HAS BEEN TEMPORARILY DISCONNECTED BECAUSE YOU OWE $X 

C. YOUR SERVICE IS BEING RESTORED 



FURTHER MENUS INCLUDING 
(SOME OR ALL OF FOLLOWING) 
HOURS AND OTHER INFO (PRESS 1 OR 2) 
NEXT LOCATION... 
REPEAT LOCATION... 
ENTER NEW ZIP... 
END THIS FUNCTION... 
SPEAKTOAREP...0 




PAYMENT 


REPEAT ACCT 


ENTER DETAILS 


COPY OF 


PAYMENT 


SPEAK TO 


ARRANGEMENTS 


INFORMATION 


OF LAST PAYMENT 


BILL 


LOCATIONS 


REPRESENTATIVE 


1 


2 


3 


4 


5 


6 



PAY METHOD 
PROMPT 



PROMPT FORI 
OR 2 PAYMENTS 



WHERE PAY 
PROMPT 

— T~ 



DATE PROMPTS | 



MONTH PROMPT 
1 



MONTH PROMPT I 

I ' 

YEAR PROMPT "| 



AMT PAID PROMPT] | ADDRESS PROMPll 



PROMPT FOR J 
AMOUNT I 



FIG. 3C-1 



01 -4004C; Patrick Poterson et al. r • 

AH^BATUS AND Mh C. 'CD FOR Vlbo.Ll-Y 
R^^SENTING BEHAVIOR OF A USER OF AN^B 
AUTOMATED RESPONSE SYSTEM w 
Express Mail No. EL029404341 US 

9/43 



ADD, CHANGE, MOVE OR 
DISCONNECT SERVICE 
3 



ADD, 
CHANGE, 



IF CALLING 
FR0M# 



REMOVE CALL 
WAITING, CALL 
FORWARD, 
CALLER ID 
2 



DISCON- 
NECT 
3 



YOU 
WANT... 




T 

BILLING OR ALL OTHER 
4 



UNAUTHORIZED LONG 
DISTANCE CALLS 
2 



REPAIR 
5 



OTHER BILLING 
QUESTIONS 
3 



FOR XYZ, (ETC.). 
PLEASE CALL # ON 
YOUR BILL OTHER 
INQUIRIES, PRESS1 



z 




PAYARR 
1 



YES/NO 
PROMPT 

FOR LOCAL 
BOOK 

(SPEECH) 



CUST HEARS PHONE RING ± 
± 



PAYLOC 
DUPLICATE 
2 



OTHER 
3 



YOU HAVE REACHED 
THE VERIZON TOLL 
BILLING INQUIRY 
CENTER 




IF NOT - 
NAME OF STATE 

PROMPT 
FOR LOCAL BOOK 



FOR XYZ THRESHOLD BILLING, CALL 800-222-0300 
IF YOU ARE A SUBSCRIBER TO XYZ, LLL, SPR, PRESS 1 
FOR OTHER INQUIRIES, PRESS 2" 



/TRANSFER) 
TORSSC 



XYZ.. 
1 



I 



OTHER 
2 



CALL # ON 
YOUR BILL 



FOR LOCATION AND 
NAME OF PHONE* 

ON YOUR BILL, 
PUNCH IN PHONE #. 



THAT NUMBER IS 
LOCATED IN (CITY] 



REPEAT 
INFORMATION 
1 



ANOTHER 
PHONE # 
2 



OTHER 
QUESTIONS 
3 



FIG. 302 



TRANSFER 
TO TOLL 
t BILLING , 



01 -4004C; Patrick Peterson et al. 

APPARATUS AND METHOD FOR VISUALLY ! ' ! L :i '' *> Q.30 B 411 S 



J ABAT U 

REP^MNTING BEHAVIOR OF A USER OF AN 
AUTOPfTED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



10/43 




CD 



CNJ 



01-4004C, Patrick Petersen et al. 

appar^jus and method for visually 
repr^^wting behavior of a user of an 
automWhd response system 

Express Mail No. EL029404341 US 

11/43 



































CNJ 




















































to 
to 


























LO 
i 


























r^- 


























CO 


























CD 
















Q 
1 










LU 
























cf 




Q 






o 


Q 




O 




LU 




CO 


LU 




LU 






LU 


LU 




in 










CO 




CO 






CO 


CO 








O 

o 


o 


CD 


CO 
LU 




CO 
LU 






CO 
LU 


CO 
LU 




O 




J— 




uu 


cn 




cn 






tr 


oz 




cn 




no 


o 


o 


SP 




SP 




o 


SP 


SP 


o 


LU 

i 






LU 
1 — 


ECTI* 


BER 




BER 




:CTI< 


BER 


BER 


LECTH 


vo) 


ETE 




LU 






cn 






LU 
—1 






LU 


1 




Q 


LU 


ZD 


ZD 




LU 


ID 


ZD 


LU 


ZD 


GL 




LERI 


NES 


NEN 


JMBE 


NEN 


IBER 


NE S 


NEN 


NEN 


NE S 


:que 


icon 




i 


o 


o 


_ ^/ 


o 




o 


o 


o 


o 


□l 


LX 




< 




i — 




i — 


ZD 


h— 


i— 


t— 


i — 


LU 


LU 




o 


JO 


□c 


Q 








nz 




ZLZ 


LL_ 
CO 


U- 

CO 




LU 


o 


o 


I 


o 


Q 


o 


o 


o 


O 




1— 


ZD 


ZD 




ID 


l 


ID 


zd 


ZD 


ZD 




I 




< 


o 


o 


| 


o 




o 


o 


o 


O 
















1— 






1— 


I— 


1— 






ME 


:## 


m 


% 




$ 






:## 


:## 


% 






i— 




m 


a 


a 


a 


a 


a 






a 


a 


a 




a 


##; 


a 


a 


a 


a 


a 


£ 


a 


a 


a 


a 












I — 


























Q. 
























QZ 




QZ 




















)MP7 


MBE 


-PRO! 


MBE 












































oz 




LU 
















STATE 






UMBER P 


EPHONE 1 


UMBER R 


EPHONE 1 










AGENT 






IIVAL 


ENU 


NEN 


—1 
LU 
1 — 


NEN 


TELI 










RTO 






cn 

< 


L Ml 


} H0 


ATE 


OHc 


ATE 




YA 


YB 


CN 


ANSFE 


Q 




i 


< 


LJ- 

LU 
1 


Q 

i 


LU 
1 


LID 


NU 


IFR 


IFR 


NU 


LU 




CA 




LU 
1— 


VA 


LU 
1— 


VA 


LU 
2 


a 


ZD 

a 


LU 


oz 
^— 


OZ 
> 



LU 

CD 




01 -4004C; Patrick Peterson et al. 
APPALS AND METHOD FOR VISUALLY 

reprMnting behavior of a user of an 

AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

12/43 




D 30*4-02 



O 
o 



LU 

I— 
< 



CO 



en 
< 



o 



Q 

LU 

ZD 

a 



CO 
LO 

CO 

csj 

CNI 

cnj 



o 

I — 

o 

LU 

LU 

CO 

LU 

O 
I— 

in 
o 

ID 

o 



LU 

I 

< 



CO 

lo 

CO 
CM 

i 

CM 

CNJ 



CO 
CO 
LU 
Ql 
CL 

CO 
Ql 
LU 
GO 



LU 

O 
I — 

in 
o 

ZD 

o 



o 
oi 



o 
o 
o 
< 



CO 
LO 

CO 
CNJ 

CSJ 



Ql 
LU 

m 



< 



CO 

to 

CO 
CNJ 

I 

CNI 
CNJ 



Ql 



< 
O 

>- 
CO 

Q 



Ql 



O 



O 
Ql 

Q_ 

i 

LU 



o 
o 
o 



CO 
LO 

*T 
CO 
CNJ 

i 

CNJ 
CNJ 



LU 
I — 

<c 



a: 
a: 
< 



< 
o 



CO 
LO 

CNJ 

o 

CNJ 



O 

LU 



CO 
LU 

O 

o 

ZD 
O 



co 

LO 
CNJ 

5 

CNJ 



Q 
LU 
CO 
CO 
LU 

a: 
a. 

co 

Ql 
LU 
00 



LU 

o 
I— 

m 

o 



o 

Ql 

a. 



O 
o 
o 



CO 
LO 

CNJ 

CO 



CNJ 



5 



oi 

LU 

CQ 



LU 

< 
Q 
i 



co 

LO 

5 

CNJ 



o 

LU 

LU 

CO 



O 
ZD 

o 



LU 



co 

LO 

CNJ 

CO 
I 

5 

CNJ 



o 

O 
Ql 

LU 

Li_ 
CO 

i 



LU 

o 
< 



oi 

LU 

co 

1 



co 

LO 
CNJ 

5 

CNJ 



LU 
h- 

< 



i 

Ql 
Ql 
< 



< 
O 



co 

LO 
CO 
i 

oo 

s 



CO 

LO 
CO 
i 

oo 



CO 



Q 
LU 
Ql 
LU 
> 

I 

LU 
Q 

O 

I — 

<C 

oi 
o 



LU 

O 



CO 



O 
o 
o 
< 



co 

LO 

co 
i 

oo 



CO 



O 

I — 

O 



□z 
o 



co 



LU 



CO 

LO 
CO 



co 



Q 
i 

O 

nz 

o 
oi 



< 
o 

LU 



a 

Ql 
LU 
LL_ 
CO 



< 
o 

I — 

en 

LU 

u_ 

CO 



CO 

LO 
CO 

hi 

oo 



CO 



Ql 



< 
o 

>- 

CD 
Q 



Ql 
LU 



< 
O 



Q 

LU 

Ql 



CO 

LO 
CO 
i 

oo 
O 



co 



LL. 

co 

CD 



01-4004C; PatricK Peterson et ai. ., 
APB^ATUS AND METHOD FOR VISUALLY 
REINVENTING BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



13/43 




RAW RECORDINGS 

/''WAVEFORM**\ 10 2 
\.CONVERSIOji/" 

1 103 

/"' CALL ^ 

SPLITTING y 



104 

PROMPT 
DETECTION 



109 



1 



PROMPT 
SAMPLES 



PROMPT 
OCCURENCES^ 



CALL 
•CLASSIFICATION: 



CALL 
SUBSETS 



ANNOTATION 
(TRANSCRIBERS) 




^ 110 


CALL-FLOW 






SPEC 





111 



(INFERRED) SEQUENCE 
OF IVR EVENTS 



113 






CALL-FLOW 




SPEC 



111 



USER-PATH 
DIAGRAM 



IVR SYSTEM 
AUTOMATION ANALYSIS 



FULL 
TRANSCRIPT 



FIG. 4 



0 I-4004C, Patrick Petersen et al. 
APPARATUS AND METHOD FOR VISUALLY 
REPRE^WNG BEHAVIOR OF A USER OF AN 
automJTOd RESPONSE SYSTEM 
Express Mail No. EL029404341US 




01 -40040; Patrick Peterson etal. <L> 0304U2 

AR^^ATUS AND METHOD FOR VISUALLY 
REtMeSENTING BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

15/43 



LEARN ABOUT 
CALL CENTER 



S1 



DEVELOP CODING 
SHEET 



S2 



S3 



LISTEN TO LIVE 
END-TO-END CALLS 



S4 



CODE FROM NOTES 



RECORD 
END-TO-END CALLS 



S7 



CODE WHILE 
REPLAYING CALLS 



S8 



TABULATE RESULTS 
FROM CODING SHEET 


S5 






PRODUCE REPORT 


S6 


FIG.6A 





01 -4004G; Patrick Peterson et al. * n „ n -3 

AMfcRATUS AND METHOD FOR VISUALLY JJU v*- 9 ^.. 

r^Besenting behavior of a user of an^P' 

AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

16/43 



FIG. 6B 



FIG. 6B-1 



FIG. 6B-2 



FIG. 6B-3 



FIG. 6B-4 



01 -4004C; Patrick Peterson et ai. 
ARa^ TUS AND METHOD FOR VISUALLY 
RB^HfSENTING BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

17/43 



030402 



cnI: 



co 

LO 
CN 



CO 
LO 

CNJ 
CNJ 
CNl 



CO 
LO 

CNl 
CO 
LO 



CO 

U_ oS 



cd 



CD 



c^ 



CO 
CO 



CJ> < 
LU < 

CNJ < 



co 
o> 



CO 



co 

LO 
CNl 

CNJ 

I "« — 

■ CNl 



CO 

cx> 



;?3 



or 

LU 
CD 



99 
or 



o 

colO 



or co 

or 
o 



CD 



co iii 
or co«=c 



CO 



U_ CO 



CO 
ZD 

o 
I — 

o 

1 



CD 



CO 



CO 
CD O 

<c>- 
or<3 



bzJcNjJ 



or 

o 

Q CO 
LU ^ 

CO o 



CD 



CD 



or 



CD 
CO 



or 



QQ 

co 

CD 
LU 



01-4004C; Patrick Peterson et al. . - 

fARATUS AND METHOD FOR VISUALLY 
RESENTING BEHAVIOR OF A USER OF Al 
OMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

18/43 



2 



CD 



coOxq:(oSl^<(oi — F= 



,CD 



CD 



z: ?? uj ( , n p^)^<LiJujQ 



LUQCO 
t— <_>LLJQ_— 




=>^:^^^lijlu<Clu*i: 

CDI3^^CO>>Q^coCOC-> 



1 1 1 co. o°uj 

CO; 1^ 



Ocdlu cozujorffj 



coo: 



igSolisSa 



g 
o 



CVI 



coco 



CO 

OsJ 



CD 

7h 



col^a-M-l^r 



O 

LU 

<s: 

CO uj 



CO 



<C|UJ 



2£o 



jcolo 



<5 

Ol--J 

9-ujO 



B 



toS 
O 

o 
=n 
o 
=rz 

s 



CD 



CJ>i-= 
oco 

<C LU 



CO 



CD 



o 
o 



CO 

CD" 
UZ 



01-4004C; Patrick Peterson et al. 
ABfifcRATUS AND METHOD. FOR VISUALLY 
R^BESENTING BEHAVIOR'OF A USER OF AN! 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

19/43 



13 0*4-02 



o 

QQ 
CO 

CD 
uZ 



lMouj 




CJ> 



coco 



o 



OOLU 
LUO 



Q_ CO 




CJ> CM 



ICO 



pg9=e> 



9oi 



•<C 1 1 i 



1 1 1 1 1 1 1 1 1 1 1 f I 1 f 



5oo 



CJ5 



o 



2- 



aiul 

cdO|i 
CD 



lu 
q_ oc 



LU CQ 



LU LU £3 



LU 



Ll_ LU 



<<^XLULUOOUJ 




CDcS 



CJ> 



CO 
CO 



<5co 



CO 
CQ 



on 



cn cvi co cni|of> 
CO CD ioi ' 
tj-tj-oo csricvi 

p-oooo 



or 

LU 

CO o 




Qr-$OQ 



01-4004G; Patrick Peterson el al. 

«?ARATUS AND METHOD FOR VISUALLY 
•resenting BEHAVIOR OF A USER OF 
TOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

20/43 



Jo 

CN<Q- 



85 

CD 



co^z 
^Qac: 



iEE> — 

'QLLI 

iuj-- 

XLUO 



oc: 



CD 



CO 



o 

CO 

> . 

OHi 

lu : 



3 
S3 



CO 

o 
O 



O 
i 

O 

LI- 
CE^ 
LU 
Q 

O CO 



CO 



CJ>° 
LU 



CO 



OO 



CJ) 



I 

QQ 
co 

CD 



p 

co taw 

co 



oc: 



CO 

>- 

co <c 

cnjo 
.Act: 



6=1-40040; Patriek Peterson et al. 

^RATUS AND METHOD FOFTVISUALLY 
RESENTING BEHAVIOR OF A USER OF A 
)MATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

21/43 



JUBSAF 



FIG. 6C 



FIG. 6C-1 



FIG. 6C-2 



FIG. 6C-3 



FIG. 6C-4 



GH -4004C; Patrick Peterson et al. 

«ARATUS AND METHOD FOR VISUALLY 
RESENTING BEHAVIOR OF A USER OF 
OMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



3 cm-os 



22/43 





A 

A | 


c 


D 


r— 

E 


A 
\ 


UALL NUMbbK 


Al 1 AAI 1 O ATATIOTIAA 

ALL CALLS STATISTICS 






z 


TD A MCi^DIDCD 

1 KANbUKIobR 








Q 

0 


UAI t. 








A 

4 


rnUNbff. \ 








0 


CCY r\c rAI 1 CD- 
OCA Ur OALLbK. 








b 


ULUUK 1 1Mb (bNU Ur IN 1 bKAU 1 IUN) 








7 
/ 


HI IDATIHM f\C IMTCD AOTIf^M AA/Uni C A>f |KI\ 

UUKA 1 IUN Ur IN 1 bKAO 1 IUN (WMULb MIN) 


C -IOOA/IOCAC 

5.123042506 


AO/ 

0% 




Q 

0 


HI IDATir\M r\E CMTIDC PAI 1 /\A/UfM C MIH\ 

UUKA 1 IUN Ur bN 1 1Kb UALL (WMULt MIN) 


/.54o09o434 


AO/ 
0% 




9 


\A/ A O TUIC A CI II IV A 1 ITfMUl ATCH A 1 1 O 

WAS THIS A FULLY AUTOMATED CALL? 


A A 

14 


00/ 

3% 




i n 
1(J 


pu Pl r*AI 1 |M\/AI \/C AM APCMTO 

UIU CALL IN vULVb AN AbbN 1 r j 


339 


A A ~7 

447 




1 1 










A O 


l\/D CI IMMADV* /MCM1 1 /^UfM/^CCX 

IVK SUMMARY. (MbNU CHOICES) 


0 


AO/ 

0% 




1o 


/I ICC U/ODHO. "DLiriMC 4*» ••DIM/*'*" "CACT Dl ICY/" 

(Uob WUKUb. PrlUNb ff KING FAST BUSY 


0 


AO/ 

0% 




14 


"LI A MO 1 IPJ" nnATADV" 

HANG UP ROTARY 


0 


aa/ 

0% 




A C 

15 










16 


r\ir\ r^Ai i o thv a akih caii a 

DID CALLER TRY 0 AND FAIL? 


OA 

30 


"TO/ 

7% 




17 


WAS CALL INCOMPLETE (0 FUNCTIONS?) 


P« A 

94 


o 4 n/ 

21% 




18 


rir* a innio iTr tAfi 11/^1 1 Aiir a nni iroi 

[IF 1, INDICATE WHICH ONE APPLIES] 


A 

0 


AO/ 

0% 




A A 

19 


AnAklHAKI AT" OTART Ar l\/0 / 0 1 M /"* 1 M /"> PAO 1 K ITnA\ 

ABANDON AT START Or IVR (RINGING OR INTRO) 


A 

0 


AO/ 

0% 




aa 

20 


An AKinAki a t ni i p\ k i r~ j± nnA» jnT 

ABANDON AT PHONE # PROMPT 


4 


4 0/ 
1% 




21 


APiAMr\/"\M a T Al I OTAk >l P* PJ IP\ nr5/""\A A P>T 

ABANDON AT CUSTOMER ID PROMPT ! 


2 


AO/ 

0% 




22 


ADAMHAM AX ROAAJinT ' 

ABANDON AT PROMPT i 


AO 

22 


CO/ 

5% 




ao 

23 


AHAkinAKI \A/I_1II P~ niMAIMA rAR A ACMT 

ABANDON WHILE RINGING FOR AGENT 


A 

2 


AO/ 

0% 




A A 

24 


a n a ki r\AK i a t ii a i i i p> a /*> f~" a iTO i nr /*>i mnrk ITI \/H 

ABANDON AT ALL OUR AGENTS ARE CURRENTLY 


4 


<f 0/ 
1% 




25 


ABANDON AT FAST BUSY OR SYSTEM BUG 


<f A 

14 


00/ 

3% 




a a 

26 


1 uii mi 1 A 1 1 \/ 1 IP A \ A/ A A 1 1 1 /P\l 1 Ik JP P* 

UNUSUALLY HEAVY CALL VOLUMES 


17 


A 0/ 

4% 




27 


OTHER: 


on 
29 


CO/ 
070 




28 


WHERE IN IVR DID THEY ABANDON 








29 


1 MASTERKEY 


on 


AO/ 

4/0 




30 


« > ir-iii «r"ni /i/*m~~ 

2 NEW SERVICE 


Q 

0 


i 0/ 




31 


3 ADD/CHANGE 


lo 


00/ 




32 


j< i-m i ikiA/ATi irn 

4 BILLING/OTHER 




o /o 




a a 

33 


#— npnA in 

5 REPAIR 


A 

z 


U /o 




A 4 

34 


/"\ti ir~r^ 

OTHER 


To 


H /0 




A r" 

35 










36 


ah i r~n aat tp\ a ki a aciit i iaiiioi 

[IF CALLER GOT TO AN AGENT, HOW?] 


U 


U /o 




37 


BY ROTARY PHONE (0 TONES PRESSED)? 


OZ 


14 70 




38 


rw/ At ita m Akinrrn pi a om Aki nuAklP a i i ii in P n A 

BY AUTO TRANSFER BASED ON PHONE NUMBER? 


u 


no/. 
U/o 




39 


TI lf*\^Nt l/M 1 ii ITHAAI | ATI Ak 1 IA\/ APlP\ /IA1 IP* A APklTO 

THROUGH INTRODUCTION BY PREVIOUS AGENT? 


A 

u 


no/ 
U /o 




40 


ii I it /w-\ 'ri | 1 /"> II II J A 1 1 PN ITI A IPAI ITA 

IN IVR THROUGH IVALID/TIMEOUT? 


OQ 

Zo 


CO/ 

Ovo 




41 


■ At ii «n ti in/M i *\ ii a tr Al flf% kl^LI^PnA TP* A llfPPR'i 

IN IVR, THROUGH A VALID NONZERO TRANSFER? 


OOQ 

ZZo 


01 /o 




42 


nw nnro^ikiA kaii 

BY PRESSING 0 




A0A 
*fr /o 




43 


OTHER (DIDN'T CATCH IT) 


2 


0% 




44 


INDICATE MENU CHOICES MADE IN IVR 


0 


0% 




45 


1. PAY ARRANGMENTS (MASTER KEY) 


12 


3% 




46 


2-1 ORDER NEW SERVICE (WELCOME CENTER) 


28 


6% 




47 


2-2 NEW SERVICE - FOLLOW -UP 


i 37 


8% 




48 


3-1 ADD/ADD 


64 


14% 




49 


3-2 ADD/REMOVE 


12 


3% 





F/G. 6C-7 



IM-4004C; Patrick Peteraon et al. 

^PARATUS AND METHOD FOR VISUALLY % D "4HU s± 

^■PRESENTING BEHAVIOR OF A USER OF , 
iWrOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



23/43 





A 


C 


D 


E 


50 


3-3 DISCONNECT 


11 


2% 




51 


4-1 BILLING/PHONE DIRECTORY 


1 


0% 




52 


4-2 BILLING/ UNAUTHOURIZED CALLS 


11 


2% 




53 


4-3-1 BILLING/OTHER/PAY/MASTER K 


3 


1% 




54 


4-3-2 BILLING/OTHER/MASTER KEY 


11 


2% 




55 


4-3-3 BILLING/OTHER/OTHER 


71 


16% 




56 


5 REPAIR (REPAIR CENTER) 


14 


3% 




57 


1-2 (SPANISH) 


1 


0% 




58 


HNDICATE FUNCTIONS COMPLETED IN IVR1 


0 


0% 




59 


PAYMENT CENTER LOCATION 


3 


1% 




60 


PAYMENT CENTER HOURS 


0 


0% 




61 


PAYMENT MAILING ADDRESS 


2 


0% 




62 


ACCOUNT INFORMATION 


14 


3% 




63 


ESTABLISH ACCT USING PIN 


0 


0% 




64 


PAYMENT ARRANGEMENTS 


1 


0% 




65 


ENTER DETAILS OF LAST PAYMENT 


0 


0% 




66 


COPY OF BILL 


0 


0% 




67 


ORDER PHONE DIRECTORY 


0 


0% 




68 


IDENTIFY UNAUTH CALL 


4 


1% 




69 


GET 800 # TO IDENTIFY UNAUTH CALLS-ETC. 


3 


1% 




70 










71 


AGENT CALL SUMMARY: (PROBLEM + SOLUTION) 








72 










73 










74 


COULD THIS HAVE BEEN DONE IN MK/TB 


24 


5% 




75 










76 


I. DID AGENT PERFORM AUTOMATED FUNCTIONS? 


25 


6% 




77 


fINDICATE WHICH ONES] 








78 


PAYMENT CENTER LOCATION 


0 


0% 




79 


PAYMENT CENTER HOURS 


0 


0% 




80 


PAYMENT MAILING ADDRESS 


0 


0% 




81 


ACCOUNT INFORMATION 


9 


2% 




82 


ESTABLISH ACCT USING PIN 


0 


0% 




83 


PAYMENT ARRANGEMENTS 


5 


1% 




84 


ENTER DETAILS OF LAST PAYMENT 


0 


0% 




85 


COPY OF BILL 


5 


1% 




86 


ORDER PHONE DIRECTORY 


1 


0% 




87 


IDENTIFY ABC UNAUTH CALL 


5 


1% 




88 


IDENTIFY XYZ ETC. UNAUTH CALL 


0 


0% 




89 






• • 




90 


II. DID AGENT DO POTENTIALLY AUTO FUNCTIONS? 


16 


4% 




91 


fINDICATE WHICH ONES1 








92 


FIND TOLL CALL RANGE 


8 


0% 




93 


REQUEST CALLING CARD 








94 


GET VOICE MAIL ACCESS # 


3 


0% 




95 


GET 3+2 DIGIT NUMBER ON BILL 


2 


0% 




96 


GET INFO ON RATES-BY MAIL OR SEE DIRECT 


0 


0% 




97 


GET ADDRESS FOR WRITING TO REFUTE BILL 


i o 


0% 





FIG. 6C-2 



C61-4004C; Patrick Peterson et al. 

«PARATUS AND METHOD FOR VISUALLY 
'PRESENTING behavior of a user OF^p 
TOMATED RESPONSE SYSTEM 
E xpress Mail No. EL029404341 US 



24/43 





A 


C 


D 


E 


98 


OTHER: (POTENTIALLY AUTOMATABLE) 


3 


0% 




99 










100 


II. DID AGENT DO NON-AUTOMATED FUNCTIONS? 


220 


49% 




101 


[INDICATE WHICH ONES1 








102 


PAYMENT ARRANGEMENTS 


5 


1% 




103 


NEW SERVICE- EXPLAINS 2 PARTS NEEDED 


21 


5% 




104 


NEW SERVICE FOLLOW UP (NOT DISCONNECT) 


10 


2% 




105 


CHECK ON STATUS OF PENDING ORDER 


6 


0% 




106 


SALES (PKGS. SERVICES, LINES, JACKS, ETC) 


65 


15% 




107 


SALES (REMOVE FEATURE- AGENT ASKS WHY) 


16 


4% 




108 


DISCONNECT (AND FORWARD CALLS) 


9 


2% 




109 


EXPLAIN BILL 


25 


6% 




110 


REMOVE UNAUTHORIZED CALL FROM BILL 


4 


1% 




111 


REMOVE OTHER CHARGES FROM BILL 


2 


0% 




112 


CONFIRM TODAY'S REPAIR SCHEDULE 


3 


1% 




113 


SCHEDULE A VISIT WIHT REPAIRMAN 


8 


2% 




114 


TELL HOW/WHEN TO USE FEATURES THEY OWN 


12 


3% 




115 


OTHER 


34 


8% 




116 


WAS THIS CALL CODED ABOVE? 


675 


579 




117 


DID AGENT SEE CALL AS MISDIRECTED? 


81 


18% 




118 


DID AGENT TRANSFER THE CALL? 


82 


18% 




119 


V. IF TRANSFERRED. TO WHAT DESTINATION? 


0 


0% 




120 


800-281-8584 MASTER KEY 


0 


0% 




121 


800-275-2355 REPAIR 


12 


3% 




122 


800-287-9933 COLLECTION CENTER 


10 


2% 




123 


800-870-0000 SERVICE SOLUTIONS 


0 


0% 




124 


TPV 


1 


0% 




125 


888-243-9733 TOLL BILLING 


9 


2% 




126 


800-246-2800 UNLAWFUL CALL SOL CTR 


0 


0% 




127 


800-585-6127 INSTALLATION HOTLINE 


11 


2% 




128 


877-525-2375 DSL 


2 


0% 




129 


800-427-9977 "BUSINESS OFFICE" 


1 


0% 




130 


DMC 


1 


0% 




131 


NEW SERVICE FOLLOWUP 


1 


0% 




132 


DISCONNECT 


1 


0% 




133 


TELL HOW TO USE FEATURES 


1 


0% 




134 


WELCOME CENTER 


10 


2% 




135 


BUSINESS ACCOUNTS 


2 


0% 




136 


ISP CALL/VERIZON ONLINE 


2 


0% 




137 


WIRELESS 


3 


1% 




138 


DIFFERENT CARRIER 


2 


. 0% 




139 


SUPERVISOR 


0 


0% 




140 


OTHER 


i o 
0 


I 4 0/ 
1/0 




141 


TRANSER TO SPANISH AGENT 


6 


1% 




142 


WAS TRANSER WARM (AGENT STAYED)? 


34 


8% 




143 


DURATION WITH SECOND AGENT? 


663 


0.292715232 




144 


FURTHER TRANSFERS? 


14 


3% 




145 


(IFYES1 








146 


TOTAL NUMBER OF AGENTS INVOLVED 


205 


9% 





FIG. 6C-3 



01-4004C; Patrick Peterson et al. 

«paratus and method for visually 
Presenting behavior of a user of 
TOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



25/43 





A 


C 


D 


E 


147 










148 


EXPLAIN: 








149 










150 


TOPIC SUMMARY 








151 


PAYMENT ARRANGEMENT 


10 






152 


NEW SERVICE 


21 






153 


ORDER FOLLOW-UP 


16 






154 


SALES-ADD 


65 






155 


SALES-REMOVE 


16 






156 


DISCONNECT 


9 






157 


PHONE DIRECTORY 


1 






158 


IUNAUTHORIZED CALLS 


9 






159 


BALANCE/COPY... 


14 






160 


OTHER 


89 






161 


REPAIR 


11 






162 


SPANISH 


6 






163 


REROUTE 








164 




267 






165 










166 










167 










168 










169 










170 










171 










172 










173 










174 


ROUTING SUMMARY 








175 


1 OR 4-3-1 PAY ARRANGMENTS (MASTER KEY) 








176 


2-1 ORDER NEW SERVICE (WELCOME CENTER) 








177 


2-2 NEW SERVICE-FOLLOW-UP 








178 


3-1 ADD/ADD 








179 


3-2 ADD/REMOVE 








180 


3-3 DISCONNECT 








181 


4-1 BILLING/PHONE DIRECTORY 








182 


4-2 BILLING/UNAUTHORIZED CALLS 








183 


4-3-2 BALANCE/COPY/LOCATIONS/LAST PAYMENT 








184 


4-3-3 OTHER 








185 


5 REPAIR (REPAIR CENTER) 








186 


1-2 (SPANISH) 








187 


ROTARY (INITIAL TIMEOUT) 








188 


INVALID. TIMEOUT. OR "0" ONCE IN IVR 








189 


OTHER (UNKNOWN) 









FIG. 6C-4 



01 -4004C; Patrick Pwte. son etal. _„ 
APPA RATUS AND METHOD FOR VISUALLY • •> JkUM-DC 

•resenting behavior of A USER OF Ai 
Womated response system 

Express Mail No. EL029404341US 



26/43 



DATA 


CONCLUSION 


A PI IQTPMPP POI ITPQ QPI P 1M l\/P TO 

1 . UUo 1 UMtK KUU 1 to otLr UN 1 VK 1 U 

WRONG AGENT 

2. AGENT TRANSFERS CUSTOMER IN 
RESPONSE TO CUSTOMER NEED. 


miqphi uiMr: (o op mhrp a^pmtq 

IVIIorxUU I UNo Ur\ IVIUiaC MOCIN 1 o | 

INVOLVED INSTEAD OF 1) 


1 PI IQTHMPR RHI ITPQ qpi p im |\/R Tr\ 

WRONG AGENT 


IVIIOr\VJU 1 UNO ^VViaVJINO nOulN 1 

INVOLVED) j 


2. AGENT PERFORMS FUNCTION ANYWAY. 




1. AGENT PERFORMS FUNCTION. 

2. FUNCTION IS AVAILABLE IN IVR. 


UNDERUTILIZATION OF IVR 
FUNCTIONALITY. 


1. AGENT PERFORMS FUNCTION 

2. FUNCTION NOT CURRENTLY AVAILABLE 
IN IVR. 

3. FUNCTION COULD POTENTIALLY BE 
ADDED 


IVR MISSING CRUCIAL FUNCTIONALITY j 


1. CUSTOMERS OPTING OUT OF IVR AT 
FEW POPULAR POINTS. 

2. IVR DOES NOT PROMPT FOR ID AT THE 
POINT. 


MISSED OPPORTUNITY FOR 
AUTOMATED CUSTOMER DATA INPUT j 


1 . AGENT STAYS ON THE LINE DURING 
TRANSER 

2. POLICY DOES NOT ADVOCATE A "WARM 
TRANSFER" 


POSSIBLE POLICY VIOLATION ! 
(REGARDING WARM TRANSFERS) 


1. AGENT STAYS ON THE LINE DURING 
TRANSFER 

2. TIME ON HOLD WITH CUSTOMER 
SUGGESTS AGENT NOT USING SPECIAL 
QUEUE FOR TRANSFER 


POSSIBLE POLICY VIOLATION 
(REGARDING USE OF FAST QUEUE FOR 
AGENT TRANSFERS) 


1 . # CUSTOMERS REMAINING SILENT IN 
IVR 

2. PERCENTAGE OF ROTARY USERS 
KNOWN 

3. IF 1 SUBSTANTIALLY EXCEEDS 2 


CUSTOMERS REFUSING TO PLAY THE 
GAME 


1 . # COSTUMERS COOPERATING IN IVR 

2. # CUSTOMERS GETTING READOUT 
BEFORE ABANDONING 

1 r- a cm inoT a mti a I i v/ r"\//^r~r"i^o o 

IF 1 SUBSTANTIALLY EXCEEDS 2 


CUSTOMERS RECEIVING NO BENEFIT 
FROM IVR THOUGH WILLING TO TRY 


1 # CALLS 

2. # CALLERS COMPLETING AT LEAST 1 
FUNCTIONS IN IVR (INCLUDING GETTING 
READOUT) AND NOT GOING TO AGENT 
IF 1 SUBSTANTIALLY EXCEEDS 2 


LOW "COMPLETE-SELF-SERVE" RATE 



FIG. 6D 



01-4004C; Palriuk PeLersuri ei al. 

«ARATUS AND METHOD FOR VISUALLY 
(RESENTING BEHAVIOR OF A USER OF 
OMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



3D 



27/43 




1. ANNOTATE EVENT SEQUENCES WITH THE 
AUTOMATION ACHIEVED 

2. COLLAPSE DATA FOR EVERY CALL(IVR EVENT 
SEQUENCE) INTO COUNTS FOR DISTINCT CALL 
PROFILES 

3. CONVERT COUNTS FOR EACH CALL PROFILE INTO 
RELATIVE PERCENTAGES 



CALL PROFILES WITH 
COUNTS, E.G., SELF-SERVE 
5.6% TO SPECIALIST 
WITH READOUT 1.8% 



SPREADSHEET WITH ROW SHOWING THE CALL 
PROFILES p jf AND COLUMNS SHOWING THE RELATIVE 
FREQUENCY f. OF p., THE TOTAL BENEFIT b ( OF p, 
(WHICH IS THE SUM OF THE BENEFIT B j OF ALL 
"RELEVANT" AUTOMATION CATEGORIES, RELEVANT 
MEANING THAT THE CALLER COMPLETED 
AUTOMATION B, IN PROFILE p.) AND SAVINGS 
POTENTIAL s= FOR p r 



S20 



303 



AUTOMATION RATES AND 
TOTAL IVR BENEFIT 



BENEFIT 
ASSUMPTIONS B, 
(FOR AUTOMATION 
CATEGORY Ap 



FIG. 7 



01-4004C; Patrick Peterson ot al. 
APPARATUS AND METHOD FOR VISUALLY 
REPFi^MMTING BEHAVIOR OF A USER OF AN 
AUTOllffED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



I30M-DS 



28/43 



CO 
























LU 






















o 


O 






















LU 
CO 
h- 


LU 


rvi 


C3 
/— > 

v— ' 


CD 

V J 


CO 


CNj 




CVJ 
1 


t — > 




CO 




> 






















LU 


< 






















(AG 
























1 






















1 






















i— 




LO 

V—' 


to 


















EFI 


3 

LU 


LO 
LO 


cd 


LO 




LO 
CM 
i 


cd 






























LU 

OQ 


o 
























>- 
























Ql 
























LU 
























> 
























ELI 




















0 s * 




Q 




















CO 




O 
























LL. 
























O 
















































P 








cc: 






Of 






LO 




ID 
O 














q: 














































o 


























1 — 














































O 


no 


< 


< 


< 




< 




< 






LO 




o 






















ZD 


o 






















<C 


< 
























CO 
























1 

_l 

< 


CD 


so 

o 


CD 






CO 




CsJ 




CD 
CD 




o 


CsJ 






co 

CM 


CM 


CO 


CD 


cd 


cd 


CD 


























AFFIC 


ALLS 


CSJ 

r^- 




OO 
CO 


CO 


1008 


LO 


o> 

CO 
CO 


CO 


OO 


3636 


i— 
































Q 






Q 


O 












1 — 






















LIST 
EADOU 


TER 


AA 1 

i VI X 




W/OID 


Ml 

/VI X 


Ml 










CO 

i 


u_ 

< 


CO 


^ 


us 


CO 
1 










i 

< 


< C£ 


DC 


<! 




ca 


< 


< 










O 


O Z 


O 


o 


O 


o 


O 


o 










Q 




o 


LU 


O 


o 


1X1 


LU 














1 


Q_ 


—J 


1 


Q. 


Q_ 






oT 




ATE 
Ml t 




Ll_ 


CO 


LL. 


IX. 


CO 


CO 








o ^ 

22 


O 1 — 


O 


O 


o 


O 


O 






LU 






i — :r> 


1 — 


h- 


h- 


1 — 


h- 






I 




O 


co O 


CO 


CO 


CO 


O 


Q 


CO 




u_ 




i 1— 


Cd Q 


a: 


CC 


VtL 


LU 


LU 




O 










LU 


LU 


LU 


1 — 




o 




OH 








IX. 


LL. 


LL. 


ZD 


ID 




CL 




1 


CO ct 
Z LU 


co ad 


CO 


CO 


CO 


o 


o 


o 


AL 


1 




TRAN 
INFO 












ABAN 


CAL 




FUL 


St 

1— < 


1 


1 

1— 


i 

1— 


mis: 


CO 


TO! 



oo 

CD 
lC 



01 -4004C; Patrick Peterson el al. 
APPAJMLUS AND METHOD FOR VISUALLY 
rep^Bnting BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

29/43 



s 




ROUTING ("F 




ERY 




: 0RMATI0N DELIVE 


CD 


i i.i 




c 

— <- 




CALLER 
. IDENTIFICATION (7 


LO 


AUTOMATION CATEGORY 


ASSUMED BENEFIT 
[AGENT SECS] 



e> 



01-4UU4C; Patrick Peterson et al. 
APPAR^US AND METHOD FOR VISUALLY 
REPR^»TING BEHAVIOR OF A USER OF AN 
AUTOrPtED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



IS 



•z. >- 
Q £ - 

< 



— < — 



30/43 

-<<<<<<<< 



CO iooiU)qo)( Y )'?qtNi-;Nir) cp cd ■«— 



CO 
CNJ 



5 

CO 



O 

Q- 



CD 



AO 


LO 








CO 


UJ 


c\l 










a 






LU 






q: 






LL. 






1— 






z 


CO 


<y> 


LU 




CD 






CNJ 


co 






LU 


















CO 


oo 


CO 


LU 


oo 


LO 


O 












LU 












C£ 












O 






O 






g 







CM LO 

cvi o 



CT" 0"** 

lo 

^ cnj 



CD CD 



CNI CNJ 



LO r^- o t-; 
oocziocDcoczi^co 



CNI 



CNJ T— T— 



o ^- ^ 

CNJ CD CNJ CNI 



CO 



LO N CM CN 



CNJ CO 



^ O) OO LO t- 



CO CO M CD N 
CO CO CD LO 



cx> 

CNJ x— 

LO CD 
CO 



LO CO 



CD 
CD 



o 

Q_ 
Q. 
O 

Q 
LU 



CD 
LL. 



CO 

O 

H- 
O 
< 
CO 



m 

s 
o 



o 

3 

<c 
m 



O 
o 
o 
<: 



I? 

< ( LU 

t: >- 

I 2 



o 

I 
3 

Q_ 



>- h- lu h- 1 

<C Z Q 2 

H LU O UJ 

LU =) 9r < 

21 O M Q_ 



5 

o 



Q_ 

I 

Q 
LU 

o 

1 











UJ 






LU 
1 


1— 


NO 


CO 

— i 
















(3 
















o 








UJ 


1 


< 
















CO 


CO 




o 




.TIME 






IRMA1 


TION 




ct:' 
o 

i 


LPRE 


DNFIR 


ATED 




LU 






LL. 


< 
o 


CD 


Li 


i 

ZD 


°. 


o 








30NVI 


O 


o 


o 


ZD 


CD 


CO 






Q 

i — ' 




O 


T_L« 


Q 

hJ 


l' 


<c 

1— 


FAIL 


: AN 


CNJ 




LU 

O 


1 


z 










LU 


o 




LU 


ci- 


LU 


LU 


LU 


LU 


UJ 


Q 


i 1 


















cc 




1— 


1— 






1 — 


1 — 




ui 






— 1 


AS. 














m 




CL 
CL 


o 


o 


o 


o 


O 


LU 


s 


CNI 


Q_ 




CD 




CL 


Q_ 


CL 


Q_ 










3 






Q_ 


Q- 


Q_ 


1— 




^' 














<C 






_l 


UJ 
1 




s 




i< 






5= 


i 


Od 


TA 1 


ZD 


LU 


£2' 




LU 


LU 


LU 


LU 


LU 


a. 


















< 





H- 
LU 

s 

>- 

CQ 
Q 



01-4004C; Patrick Peterson et al. „ n iUl ni o 

APPARATUS AND METHOD FOR VISUALLY — JiU **«■■* JC 



R^HtSENTING behavior of a user of an 
awWmated response system 

Express Mail No. EL029404341US 

31/43 



CO 
LU 



o 
< 

CO 

1 



on 
o 
o 

LU 



LU 
Q 

O 



O 

s 

s 
o 



o 
en 



cn 

LU 

o 
i — 

CO 

o 

CO 

I 

I 

< 
o 

as 



X 



XXX 



XXX 



X 



X X X X 



X X X X 



CNJ 



lo 



^5 

UO 



LO 
CD 



od 



CO CO 
CO 



-^o £££ ^ 

O S CO ^ « 

Tf" CO x — 



oo 

CO ^ ^ ^ 



CO 
LU 




CD 



LU 
Q_ 

1 

o 
o 

a: 

LU 

o 
o 



CO 



o 

LU 

CO 

a: co 
!=y lu 

< 



ill 

on a. 
< O 



CO 

O CD 



O 

Z LU LU 

o w wo 

Z LU Q- > 

>- >- K h-o a: 



< < 

Q_ Q_ 



LU 

CO CO 



LU 



O 
Q_ 
D_ 
< 



>- 
O 



CD 

a: 



CO 
Q 



O 

m 



a. 
a. 

< 



S O 

LU I- 



on CD 
O < 

t ^ ^ 



o 

Q_ 
Q_ 
O 



LU LU O 
OQ CO I — 



01 -4004C; Patrick Peterson et al. ■ o ^ni^-OF* 

APPAR^S AN D METHOD FOR VISUALLY — ' - U -* U * i!J »- 

REPR^^TING BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

32/43 




01 -4004C; Patrick Peterson et al. , 0"5SOI 

APPAMfcUS AND METHOD FOR VISUALLY — m 

REPROBATING BEHAVIOR OF A USER OF AN 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



33/43 



o 
< 

CO 



>- 
on 



Q 
O 



8 S 

cr o 

an 



LU 
I— 

o 

Q_ 
CO 
CD 

1 

CO 

en 
o 

CD 



UJ 

o 

<: 




— j— 

CD 
CO 



o 

CD 



I — 
CD 
CD 



—I — 

O 

CD 
CO 



8 



r 

CD 
CD 



I 



o 

CO 

on 

LU 
Q_ 
Q_ 



O 
O 
O 



LU 

a: 
on. 



CD 



o O 

CD 



U1-4004C; Patrick Pett?rsun et al. 
APPARATUS AND METHOD FOR VISUALLY 
RE^^ENTING BEHAVIOR OF A USER OF AN 
AUtWaTED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 



c 



START 



DIAGRAM 

"STATE"CORRESPONDS 
TO ONE OR MORE IVR 
INTERACTIONS WITH 
CALLER (PROMPT, 
RESPONSE, AND 
RESULTING ACTION) 
THIS ID.ENTRY STATE 
INCLUDES TIMEOUT AND 
ERROR RETIRES. 



J 



34/43 



4319(^00.0, 100.0) 



GREETING 



| 234 {5.4, 5.4) ABANDON 
311(7.6, 7.2) TO_FLOOR_NEW 



4085 

(94.6,94.6) ACCOUNT 

186(4.6, 4.3) TO_FLOOR 



OPEN.NG.MENU l 46 ^-^ 11 ^ 6 ^ > Q 



3542 

(86.7,82.0) 



ID_ENTRY } 



366(10.3, 8.5) ABANDON 



2761(78.0,63.9) 

CALLS FOLLOWING _J I / 
THIS PATH / / 

AS A PERCENTAGE OF / / 
CALLS LEAVING THE— ' / 
STATE / 



AS A PERCENTAGE OF_y 
TOTAL CALLS 



FIG. 14 



415 

v (ff.7,9.6) 



ALT_ID_ENTRY| - 



o 

BREAKDOWN OF IVR 
EXIT CONDITIONS 
(TRANSFERS AND 
HANGUPS) 

^ O 

274 (66.0, 6.3) TO_FLOOR 
82 (79.8. 1.9) ABANDON 



59(74.2,1. 4) 



1045(36.4, 24.2) 
SPECIALISTTYPEJ 
105(3.7, 2.4) SPECIALIST_TYPE_2 
77(2.7,1.8) SPECIALIST_TYPE_3 
3(0.f,0.1)SELF_SERVE 
4(0.f,0.1)TO_FLOOR_AFTER_ 
READOUT 

31 (If ,0.7) TO.FLOOR 
MAINJ/IENU 1 74(2. 6J .7) ABANDON > Q 




IVR 
EXITS 



CONTINUATIONS 



CONTINUATIONS 



01-4004C; Patrick Peterson etai. „ , v - : O30«*02 

AfittARATUS AND METHOD FOR VISUALLY 

f^Besenting behavior of a user of an^P 
automated response system 

Express Mail No. EL029404341 US 



35/43 




IVR EVENT 
SEQUENCES 




700 

A 



S1001 



LOOK-UP TABLE 
(FOR EACH APPLICABLE 
IVR EVENT: AUTOMATION. 
ACHIEVED) 



FOR EVERY IVR EVENT SEQUENCE: 

1. INCREMENT TRANSITION AND MODALITY COUNTER FOR EVERY 
STATE TRANSITION IN THE EVENT SEQUENCE 

2. INCREMENT THE APPROPRIATE EXIT CONDITION COUNTER AT THE 
IVR EXIT POINT, INCLUDING THE LEVEL OF AUTOMATION ACHIEVED 



S1002 > 




r 




VISUALIZE STATE TRANSITION DATA 


800 x 




r 




USER-PATH DIAGRAM 



FIG. 15 



OLz4004C: Patrick Peterson et al. ■ "JSOWd! 

Jfc^RATUS AND METHOD FOR VISUALLY 
^PRESENTING BEHAVIOR OF A USER OF M 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

36/43 



LU 



O LU 







9227 (89.8, 




ETING 


00) 9457 


LU 

LU 




cvi ! 


GRI 




MAIN ( 



co CH 
- co 

»Oco 

CM ^ ^_ 

O CM 
CM 



CD 

LU 



ARE I 


- - (H 
LU LU 


Q 
LU 


CO 






LU 

m 
o 


□r j^w 

Q CO O 


O 
Q 


LU ZD > 






cpoa: 


<C 




9t o w 


CO 


m 




< 


TWO 


COL 
2818 


eg 

CNJ 



01 -4004C; Patrick Peterson etal. — SOH DlS. 

•PARATUS AND METHOD FOR VISUALLY 
PRESENTING BEHAVIOR OF A USER OF 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

37/43 



A. 



o 

I — 

o 



< 
o 



< 

o 



on 



-6 



t- O O CN 

lo o oo 



o oo 

CO CM t- O 
CNJ 



CD O O O 
LO 



CO O CO CO 
CNJ 



O ^ CM O 



CO O O CN 
CO CNJ 



CO O 

hi g 



Sky 



x — CNJ CO 

£ £ * 

_l —J — I o 

< < < o 

O O O — i 

III III III u_ 

Q_ Q_ Q_ 

co co co 



-jo 

mn □ 

>o ^ 
o < ^ 

o 
cr 

>- 



CO 

to 

~ ^ O 



CD 
LO 



CO CO 



CO 
CO 



CNJ 

CO 



LO 
LO 



OO O 
CO 



O LU O 
qI ^ LU 

*~ o £ 

UJ ^ 21 
^ -> LU 
O Q 

1- a. r: 
>■ 2 ^ 

CO 1 — I — 
LU 

ct: 
q: 
o 
o 



5 



O LU 
LU h- 
C£ ^ 
O 

O 

O CO 
II S 



^ CO 

<; I— 

Q O 



e> 

LL. 



01j4D04C; Patrick Peterson et al. " • u 

Z^^ATUS AND METHOD FOR VISUALLY M 
rHJesenting BEHAVIOR OF A USER OF ANW 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

38/43 



CVJ 

CO 



CVJ 
CO 



Q O 








go 

H LU 
° Q 




Z Q 


CO 
LU 


O < 


I— LU 


1 


O CD 


LL. 




CL 
>- 


LU ^ 
1— ^Z- 


h— 


^ Q 


CD 




TIN 




CO 




X 


NT-C 

A MM 

ANN 


LU 




LU Q 




CD ^ 




< < 











Q 






CO 


LU 
1 


O LU 


LU 






O LU 
LU LL. 




h- z 


CO 


LU — 


LU 

O 




ID 


Q 

O 


ai 






Q_ 




CO 



01 -4004C; Patrick Peterson et al. 

PARATUS AND METHOD FOR VISUALLY 
PRESENTING BEHAVIOR OF A USER OF 
TOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341 US 

39/43 



U I -' 

ALT 





OPIC 




CD 














-REV 1 
























1^ 






















> 










*STT 




rc 
o 


Y-MA 


Y-MA 




or 




-MA 




CD 




CD 




Y-MA 










i 


•MA 






i 


or 


or 




-MA 


I— 


■MA 


-MA 


LU 

or 


•MA 














r— 


m 


>- 


>- 


>- 


2 


>- 


2 


>- 




CD 




_j 








in 


>- 








>- 


or 


>- 


>- 








>- 




i-i- 










O 


CO 


i— 


<: 






□C 




HZ 




^< 




r— 


3 


1 


< 




i — 




CO 


CO 


1— 




i— 


<c 


< 






—1 






LL. 


CO 


Q_ 


Q_ 


CL 


LU 


or 


O 


n 






o 




o 




CL 


CL 


LU 


CO 






n 




o 




or 


or 


CO 




CO 


CL 








CD 




cd 


I FIRST AGENT 








































































' y 



I FIRST AGENT 










































































i — 

CO 
UJ 
















LU 

CD 


LU 

o 














LU 

CD 














LU 

O 


UJ 
CD 




1 1 1 




VICE 




VICE 










VICE 










CD 


CD 


CD 


CD 


> 


> 










CD 




> 


CD 








CD 






£ 
















CD 




Q 








2 


2; 


2^ 


2^ 




or 










2 




or 


2 








2 














or 




or 










or 




CD 








I 

__J 


Z3 
i 


Zj 


Zj 
i 


LU 

CO 


LU 
CO 










Zj 
-j 




LU 

CO 


Zj 
i 








i 

i 




LU 

CO 


LU 

CO 


h— 

2 


UJ 

CO 




LU 

CO 




LU 

CO 








__l 
_l 


LU 

CO 




TIN 




X 
»— 


£ 


CD 
LU 


CD 
LU 


CD 
UJ 


CD 
LU 


or 

LU 


or 

LU 


P 




p 




CD 
LU 




ER 


CD 
LU 




NTX 


l— 


CD 
LU 


X 
1 — 


ER 


ER 


UJ 

2 


or 
1 1 1 




or 

LU 




or 

UJ 








CO 
LU 


ER 




ZD 






2 


O 


O 


o 


O 


2 


2 






2 


2 


CD 


2 


2 


CD 


2 




CD 


2 




2 


h— 




2 


2 




2 


2 


2 


2 


O 


2 




O 


o 


LU 


LU 


2 


2 


2 


2 


o 


o 


LU 




1 1 1 




2 


LU 


o 


2 


o 


LU 


LU 


2 


LU 


o 


O 


2 




O 


O 


CO 


O 


UJ 


LU 


LU 


2 


O 




QC 


RN 


2 


2 








3 






2 


or 


2 








CO 




RN 








2 


CO 


s> 


Od 




RN 


£ 




£ 


2 


2 


2 








or 
> 


ZD 






< 


< 


<: 




ZD 


ZD 


£ 


ZD 




ZD 


< 


I 


r> 


< 


ZD 






< 




ZD 


ZD 


CL 


ZD 


ZD 


ZD 


1 


ZD 


i 


£ 


i 


< 




LU 


r— 




D_ 


CO 


CD 


CD 


CD 


O 


CD 


CL 


1 — 




I— 


CD 




o 


CD 


h- 


Q_ 


CL 


CD 


CL 


o 


O 


< 


o 


h— 


CD 


or 


O 




CL 




CO 


o 








or 


O 














or 




or 






or 




O 






or 




O 


















or 


or 














Q 


O 














Q 




Q 






Q 




CD 






Q 




CD 


















Q 


Q 














Q 


LU 








UJ 






Q 




Q 






Q 




LU 




LU 


Q 


LU 


LU 
2 


















Q 


Q 


LU 












<, 


2 












<C 




< ( 






< 




2 




2 


< ( 


2 


















<c, 


< 


2 












IRM 


PHO 


or 






3 Hor 






2 

or 




2 

or 






IRM 




OHd 




PHO 


2 

or 


PHO 


OHd 


















IRM 


IRM. 


PHO 
















LL 












LL 




LL 






u_ 




LU 




LU 


LL 


LU 


a 


















LL 


LL 


LU 












z 




2 






LU 
— 1 






2 




2 






z 




—J 




— 1 


2 


_l 


















2 


2 


_1 












o 


LU 


O 






LU 






O 




O 






o 




LU 




UJ 


o 


LU 


LU 


















O 


O 


LU 












O'NO 




o 






h— 






O'NO 




O'NO 






O'NO 




h- 




1 — 


CD 


1— 




















O 


O 


r— 












ION 


ON, 






ON, 














ION 




ION 


ON, 


ION 


ION 


















ON, 


ON, 


ION 






Q 




OUT 


LOCATI' 


o 

3 


LOCATI 






LOCATI 






LOCATI 


OUT 


LOCATI 


r— 
ZD 




LOCATI 




ERVICE LOCAT 


OUT 


: LOCAT 


LOCATI 


s 

O 
_i 


s 

2, 

i ■ 1 










OUT 




OUT 




LOCATI 


liVOOl 


s 

O 
1 1 1 










READ' 


RVICE 


ERVICE 


RVICE 






RVICE 






RVICE 


READ 


RVICE 


READC 




RVICE 




READ 


o 

UJ 

CO 


iRVICE 


ERVICE 


.SERVICE 










.READ 




.READ 




SERVICE 


iRVICE 


ERVICE 








ION 


CM 
CM 


LU 

CO 


CO 


LU 

CO 






LU 

CO 






LU 

CO 


CNJ 
CM 


LU 

CO 


D22 1 




LU 
CO 




CO 


CM 
CM 


LU 

CO 


CO 










CM 
CM 




CM 
CM 




UJ 

CO 


CO 








Q 1 


2 l 


2 


2 






2 l 






2 


Q* 


2 




2 






Q 1 


2 


2 1 


2 


2 










Q* 




Q 1 




2 


2 1 


2 












o 


o 


o 






o 






o 


2 


O 


2 




O 




o 


2 


O 


O 


o 


O 










2 




2 




O 


O 


O 










< 


or 


or 


or 






or 






or 


< 


or 


< 




or 




or 


<C 


or 


or 


or 


or 










<: 




< 




DC 


or 


or 








2 
or 


CNJ 


u_ 


LL 


LL. 






LL 






LL 


CM 


LL 


CM 




LL 




LL 


CM 


LL 


LL 


LL 


LL 










CM 




CM 




LL 


LL 


LL 








O 




CD 1 


CD 1 


cd 1 






CD 1 






CD 1 




o 1 






cd 1 




CD* 




cd 1 


cd 1 


cd 1 


cd 1 


















CD 1 


cd 1 


(3 








INF 


co 1 

LU 
1 


NIT 


.UN 


UN 






.UN 






UN 


co 1 

LU 
— 1 


UN 


co' 

LU 
_J 




UN 




UN 


CO 
LU 
—J 


UN 


UN 


UN 


UN 










CO 
UJ 




CO 

a 




2 

zJ 


.UN 


.UN 








or 


ZD 


<: 


< 
















ZD 


<: 


ZD 










ZD 




< 


< 


< 










ZD 




ZD 




s 


6 


< 








> 


or 


o 


o 








S 






5 


or 


CD 


or 




S 




6 


or 


5 


o 


CD 


CD 










or 




or 








CD 










DMESERVICE 


MNEWPAY ! 


MENTARRAN 


DMTELEPHONl 


MBILLING 


MBILLING 


FFAILURE 


MMAIN 


MMAIN 


DMCONFIRMA 


r COMM 


MENTARRAN 


.EANANDSHO | 


MBILLING 


MNEWPAY S 


MMAIN 


MDUPUCATE | 


*SH0ME 


DMTELEPHON 


'MENTARRAN 


DMTELEPHONl 


DMCONFIRMA 


2 

1 


MMAIN 


KE-APPOINTMl 


2 


DMESERVICE 


MMAIN 


ELEC.R I 


2 
2 


DNEWPAY M 


ECTNOCURRE 


OMTELEPHON 


'MBILLING 


iMMAIN 


O 




re 


o 




or 


o 


o 




o 


o 


or 


or 




o 


o 


2 




o 




or 




or 


or 




o 


< 


o 




o 




§ 


LU 


or 


or 








CD 




or 




LL. 


or 


or 


g 


or 


or 










or 






or 




ERFI 




LL 


& 


or 


or 


2 


or 




or 






CO 


or 


LL 










Li- 




or 


LL 










& 








LL 


LL 


LL 


LL 




| 


ER 


LL 


& 


Q 


or 




LL 


< 




ZD 


o 


or 


LL 


LL 




2 




ar 




UJ 


or 


& 


CL 


& 




LU 






i 


or 


or 


or 


or 


S 




LU 


or 




or 


2 




LL 


CD 


UJ 


or 


or 




h— 




CO 


LU 


LL 


CO 


CO 


ZD 


CO 


CO 


LL 


LU 




CO 


CO 


co 


CO 




LL 




LL 


LL 


CO 


CO 




CO 


g 


CO 


ND- 




LU 


ft 


CO 


CO 




ZD 


CO 


o 


2 


X 


o 


o 


Q 


o 


CD 


X 


f— 

2 


2 


CO 


CD 


CD 


o 


o 


CO 


X 


2 


X 


X 


o 


CD 


2 


CD 




o 


or 






CD 


CD 




O 


I— 1 




h- 




f— 1 






1— 


1— 


1— 


UJ 


&' 












5' 


1— 


\— 








J— 


LU 








GE 










\- 


1— 




or 


CD 


CD 


CD 




CD 


CD 


& 


CD 


CD 


CD 


CD 






5 


5 


s 






CD 


O 


& 














s 




I 1 


i 










or 


<f 




<f 


<c 


< 




<: 




< 














<: 




<£ 


< 




1 


i 


t 




2 




1 


1 


< 


I 






< 








> 


Q_ 


1 


Q_ 


Q_ 


CL 




CL 


t 


CL 


1 








1 


1 


CL 




CL 


CL 










CL 




GL 






CL 








Ol 


CL 


CL 






LU 


LU 
h~ 




£ 


£ 






LU 
1— 


£ 


LJJ 


LU 


LU 


LU 


LU 


UJ 


LU 










LU 








l±J 


£ 






LU 
1— 








Hi 


£ 


\a 


CD 




ZJ 






LU 
—1 


LU 
1 




LU 
_l 




LU 
_l 




y 


ZJ 


LU 
— 1 




LU 
— 1 




LU 
_i 




UJ 

-J 






zd 






LU 
— 1 


LU 
— 1 


LU 
1 


LU 
—1 


UJ 
_J 


UJ 
J 


LU 
— 1 


LU 
—1 


LU 
—J 


LU 
_l 


LU 
_J 


i— 


CL 


a. 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


o_ 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 


CL 






2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 






o 










o 


O 


o 




O 


O 


O 


O 
















O 


O 


8 


8 


O 


8 


8 


O 


O 


O 


O 


O 


O 


O 


O 






o 


8 


8 


8 


8 


o 


O 


o 


8 


O 


O 


O 


O 


8 


8 


8 


8 


8 


8 


8 


CD 


CD 






O 






CD 


CD 


CD 


O 


O 


CD 


O 


CD 






2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 






55 
2 


55 


55 


55 

2 


55 


55 


55 

2 


55 


55 


55 




55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 


55 






2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


2 


< 


iNAME 














| 




























































FILE 
















/D4f 


/D4H 


























/D4f 


S 




I/D4! 












5 


5 




§ 








CM 


CO 




to 


CO 




CO 




O 




CM 


CO 






CO 




CO 




o 

CM 






CO 
CM 


s 


tn 

CM 


CO 
CM 




CO 
CM 


CM 


o 

CO 


CO 


CM 
CO 


CO 
CO 


3 


to 

CO 


CO 
CO 



01 -4004C; Patrick Peterson et al. _ 33 O M-O 

g^ARATUS AND METHOD FOR VISUALLY 
I^^ESENTING BEHAVIOR OF A USER OF ABW 

automated response system 

Express Mail No. EL029404341 US 
40/43 




01-40040; Patrick Peterson etal. . ; .030NHO-2 

ARWATUS AND METHOD FOR VISUALLY 
R^BSENTING BEHAVIOR OF A USER OF AN ' 
AUTOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 

41/43 



LU 
CD 



o 
o 
o 
<: 



LU 

> 



Q 
O 
| 

a: 
o 




CO 

i 

<; 

o 

LU 

Q_ 
CO 

O 
I— 

CD 



O 
OH 

□ 



s 

CO 

o 

LU 

CO 



< 





□C LJJ ^ 
O H- O 
LU O ^ 
LU LU < 
Q- ^5 -J 

+ cr: ^ 

I— Q- — 
I— —CO 

<^o 

— CO 

U_ LU ll 
Q 



(3 

CO 
LU 
Q 
LU 



<2E 



CD bo 

o:>r 
o 



CO 



CD 



o 

CO 



O 
CM 



01 -4004C; Patrick Peterson et al. 
flfl^RATUS AND METHOD FOR VISUALLY 
^■SESENTING BEHAVIOR OF A USER OF A 
aTTtOMATED RESPONSE SYSTEM 
Express Mail No. EL029404341US 



42/43 



CO 
CD 

it- 

I — 

CO 

o 
o 



CNJ 



§1 



o 

Q_ 



CO LU 



_ to 



Ozw 



Q 
LU 



CO > 
X 



CO 



CO 



CNJ 



CD 



01 -4004C; Patrick Peterson et al. . 7 r "; ., ;." — r\ Hl "=r O »-8»fill ^P 1 

AMARATUS AND METHOD FOR VISUALLY A ' "' J ° ° * U1U " 

f^Hbesenting behavior of a user of ai^P 
aWomated response system ^ 

Express Mail No. EL029404341 US 

43/43 



O 
O 
CD 









of 




LU O 




— 1 




% •- ! 




iP ^ : 


=d| 


co it; j 


(IVR 


>; co ; 
!±» Qj : 


NSE 


co : 
O r> ! 


0 




Q_ 


:t 


CO 




LU; 








OICE I 


TOMATI 
.FILLME 


>: 


lu: 
>• 




1— 


... 






1 


- LU 


LU 




h- 






J DETER 
ROUT 



CVJ 
CD- 




CD 



LU 7 
y O 












OS 








lu^ 




Q_ Q 





CO 
CD 

O 
1 

OH 

> 



CALL 

1 lINo 




HUMAN 
AGENT 


si 


► 






S 
8 


IS 













eg 
CD 



